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Perhaps the single most important individual in a domestic abuse agency is the 
well-trained, well-qualified volunteer.  Because the unpaid volunteer plays such an 
important role in domestic abuse agencies by providing services to clients and by giving 
freely of their time, retaining that individual is essential.  Keeping a well-training, well-
qualified volunteer serving an agency is key to many programs survival.  Volunteers 
answer the crisis line, transport clients to shelter, maintain the office, and perform other 
duties as needed.   
Because the unpaid volunteer wears so many different hats, it is essential that they 
be well trained.  Most domestic abuse agencies require some training before a volunteer 
can work with clients.  The amount of training a volunteer receives varies from agency to 
agency depending on the size of the agency and their budget.  Training costs money so it 
    
is important for each agency to know if they volunteers believe they have received 
enough training to feel comfortable in their work or if they need additional training. 
My thesis sets out to determine if volunteers from four domestic abuse agencies in West 
Central Wisconsin feel training is a factor in the way they feel about the work they do 
and if more education would influence their decision to stay on as volunteer or to leave 
the program. 
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CHAPTER I 
RESEARCH PROBLEM AND OBJECTIVES 
 
GENERAL STATEMENT OF THE PROBLEM 
According to legend, volunteers have been part of the American scene since the 
beginning of our great country.  They fought in the Revolutionary War, banded together 
to help build the first pioneer houses, and in modern times are found in almost every 
sector of our communities.  Ellis and Noyes (1990) said, “Volunteering is so pervasive in 
the United States that it can be observed daily in almost every aspect of life.”
 Volunteers are individual people in our society who come together and became 
involved because they see a need, and are willing to take responsibility for meeting that 
need.  These individuals do not ask for a monetary reward but volunteer out of concern 
and regard for their fellow human beings.  
Ranging in age from school-age children to senior citizens, volunteers, in today’s 
society are found working in almost every area of American life.  Volunteers work in 
such organizations as the Red Cross, The Salvation Army, Parent-Teacher Associations, 
hospitals, fund-raising telethons, community orchestras, to preserve historic landmarks, 
gardening clubs to beautify cities and towns, and in almost all non-profit agencies 
throughout the United States.   
Because volunteering has become such an important part of almost all non-profit 
agencies throughout the United States, the need to keep and retain good volunteers is an 
important part of many non-profit agencies.  Volunteers provide many services to non-
profit agencies, which often includes such duties as: answering telephones, serving as  
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secretaries, providing maintenance services, labor for construction projects, 
transportation, and many other services to numerous to mention.  Because these services 
are provided free to non-profits that are often under-funded, the need to retain good 
volunteers is an essential component in many non-profit agencies. The need to keep and 
retain trained volunteers is especially important in the area of domestic abuse. 
 Although volunteering has traditionally been looked upon as an acceptable part of 
our society because of the good that is done, it is also an important part of our society 
because it can be a rallying point for changing societal issues.  One societal issue that has 
come to be a rallying point for many volunteers is the issue of domestic violence. 
 Domestic violence or battering has been a serious problem around the world for 
centuries. Domestic violence affects members of almost every community regardless of 
economic status, gender, race or ethnic background, marital status, age, physical ability, 
or sexual orientation.  However, it has only become an issue for social concern in the 
United States in the past twenty-four years with the 1976 publication of Del Martin’s 
Battered Wives which is the first American feminist publication showing violence against 
wives is deeply rooted in sexism.  
In Dr. Anne L. Ganley’s article entitled, Understanding Domestic Violence, the 
definition of domestic violence is, “Domestic violence is a pattern of assaultive and 
coercive behaviors, including physical, sexual, and psychological attacks, as well as 
economic coercion, that adults or adolescents use against their intimate partners.”  
Intimate partners are defined as those involved in a heterosexual, gay, or lesbian 
relationship.  According to the National Resource Center on Domestic Violence, 
domestic violence or battering is a pattern of abusive behavior that some individuals use 
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to control their intimate partner.  Battering can include physical, sexual, and emotional 
abuse, plus other controlling behaviors.   
According to the Violence Health and Development Project, Center for Women’s 
Global Leadership, Rutgers University, battering is the greatest single cause of injury to 
women in the United States, more than car accidents, rapes, and muggings combined.  In 
America, spousal killings account for twelve percent of all murders nationwide according 
to the National Clearinghouse for the Defense of Battered Women. It has just been in the 
last half of the twentieth century that laws were passed stating it was a crime to commit 
domestic abuse.  A man or woman does not have the right to strike or hit another human 
being even if they were married, related, or living together. 
 A study by the Commonwealth Fund in 1993 concluded, “In the United States, 
every nine seconds a woman is physically abused by her partner.”  The FBI, in 1996, 
stated that an estimated three to four million women were abused annually.  In 1996, the 
Bureau of National Affairs also stated, “domestic abuse costs businesses in this country 
four billion dollars annually in lost work time, health costs, high turn over, and lower 
productivity.” 
 As the number of abused women and men seeking help continues to grow, the 
need for trained workers to help abuse victims also continues to grow.  With the limited 
number of dollars available in the non-profit sector to meet the needs of domestic abuse 
victims, the need for unpaid volunteers continues to escalate.  Many domestic abuse 
programs are operating on limited budgets and depend on trained volunteers as their core 
workforce.  For many agencies throughout the United States and especially in the 
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Western Region of Wisconsin, the need to keep trained volunteers working within the 
domestic abuse agencies is a high priority for many programs.    
 Trained volunteers are needed to work in a variety of capacities within the area of 
domestic abuse.  Volunteers are needed to answer the crisis, work with clients, sit on the 
board of directors, work on fund raising events, transport victims, and to maintain 
shelters.  Because training volunteers for a domestic abuse agency is a very long and 
involved process, one does not knock on the door and immediately begin to volunteer 
their time.  Many agencies have volunteer training programs that involve many hours of 
intensive training.  To be a domestic abuse volunteer, one needs to make a very serious 
commitment. 
 Once a volunteer is educated on the many facets of domestic violence, it is 
essential for programs to keep that volunteer.  A great deal of staff time and money has 
been committed to the training of volunteers.  This is the focus of this study.  Does the 
time, effort, and money invested in education affect the volunteers job performance and 
satisfaction?  Will a well-trained volunteer be more committed to the program and 
continue working within the program for a longer period of time?  Will the amount of 
training on domestic abuse issues have a factor in the retention of qualified volunteers? 
PROBLEM STATEMENT 
 The purpose of this study is to determine if training has an effect on the retention 
of domestic abuse volunteers and on the volunteer worker’s job performance and 
satisfaction.  
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RESEARCH OBJECTIVES 
 Objectives for this study are: 
1. To determine if all domestic abuse agencies in West Central Wisconsin have 
training sessions for their volunteers. 
2. To determine what is the average length of time spent on volunteer training. 
3. To determine if volunteers think the current training they receive affects their job 
performance and satisfaction. 
4. To determine if volunteers think additional training would increase job 
performance and satisfaction. 
5. To determine if volunteers would be willing to spend more time on training? 
6. To determine if volunteers think training is necessary to perform their volunteer 
work. 
7. To determine if volunteers think training is a factor in their decision to stay in 
volunteering. 
8. Do volunteers leave a program because of lack of training? 
9. Is training a deciding factor in a volunteer’s willingness to stay and work with a 
program? 
10. Would recruiting of volunteers be easier if current volunteers felt they were 
making a difference because they are able to help a victim in crisis? 
11. Is additional training needed for volunteers to feel comfortable and eager to keep 
helping? 
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NEED STATEMENT 
 The need for this study lies in the overwhelmingly need of domestic abuse 
agencies to keep well-trained volunteers as part of their working staff.  As with many 
non-profit organizations, finances are a determining factor in being able to stay open and 
provide much needed services.  Many domestic abuse programs are operating on a 
shoestring.  Having dedicated, trained volunteers makes up for the lack of paid staff.   
 Another need for this study is to determine what domestic abuse agencies are 
doing in the training field, and what kind of funds and staff time are they expending in 
training volunteers.  If the programs are spending too much money on training, could it 
be put to better use?  Are programs spending too much time training volunteers; could 
training be done in less time and put this time to better use helping victims in crisis?  All 
these questions need to be answered so domestic abuse agencies, with very limited 
resources, can put the funding they do have to the best possible use. 
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CHAPTER II 
REVIEW OF LITERATURE 
 
 The review of literature contains three sections: The first section will give a 
historical synopsis of domestic abuse and the role of the feminist movement in bringing 
awareness of this crime to the public.  The second section will give an overview of 
domestic abuse shelters; the third section will provide a description of the services 
provided by volunteers at a domestic abuse program and how these volunteers are 
recruited. 
The history of domestic abuse in the United States can be traced back to the early 
settlements in Jamestown and Plymouth and to colonial Mississippi with a court case in 
1824.  The specter of intimate violence—physical violence between family members of 
lovers—terrifies most observers (Daniels & Kennedy, 1999, p.3).  It combines two 
images: one of a loving and caring home with that of a home where there is a repetitive 
cycle of sexual and physical abuse.  
 According to Goodman (1987), one of the first recorded cases of domestic abuse 
occurred in the 14th century when a woman in York, England tried to divorce her 
husband for constant beatings.  The judge ruled the husband had the right to beat his wife 
because he bore the responsibility for reducing his wife from error.   Over two hundred 
years later, an Englishman ruled that beating wives was the same as beating outlaws, 
villains, and traitors so beating them was not punishable.  An act, passed in the reign of 
King Charles II (1660-1685), permitted a man to chastise his wife with a “reasonable” 
weapon, thus reinforcing the old common law.  It was almost two hundred years before 
this act was nullified, in 1829 (Goodman, 1987).   
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 Although the written history of domestic abuse has often times been vague with 
little documentation, the fact that it exists at all verifies there was common knowledge of 
wife abuse and it had societal approval; it was part of English common law.    Because 
many of the laws of the United States are based on English common law, it is taken for 
granted that society’s approval of the right for a husband to chastise a wife and child 
came to this country with the immigrants. 
 In the United States, the history of statute law prohibiting family violence and 
permitting legal intervention in family violence began even before the settlement of 
Jamestown or Plymouth (Davis, 1998). However, between 1633 and 1802, there were 
only 12 recorded cases of domestic abuse, and until 1824, little else has been 
documented, except for a court case in Mississippi.  This court case referred to an ancient 
English law permitting wife thrashing with a rattan cane or whip no thicker than a thumb, 
thus the phrase “rule of thumb” (Straus, 1980).  The “rule of thumb” law seems to have 
been part of the United States unwritten laws for many years.  In 1910, the United States 
Supreme Court basing its decision on the “sanctity of the home” (Renvoize, 1978, p.16), 
ruled that wife had no cause to bring an assault and battery charge against her husband.  
Such a charge “would open the doors of the courts to accusations of all sorts of one 
spouse against the other and bring into public notice complaints for assault, slander, and 
libel.” (Renvoize, 1978, p.16) 
 Since this decision, little was heard of domestic abuse in the United States.  The 
founding fathers of the United States based their ideas on individual freedom and equal 
rights for all men, it was taken for granted what went on in a man’s home was his own 
business.  For years, society had the attitude, what went on behind closed doors was no 
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one else’s business; the people involved would work it out.  Behind closed doors, an 
abuser would batter his partner because she should have cleaned the house better, taken 
care of the children better, fixed supper differently, etc.   
Battered women are embarrassed that their home life is not as they expected it 
would be.  Traditional socialization taught them that it is their role to make their 
marriage successful.  Many battered women go to great lengths to cover up the 
violence in order to present a successful picture to the rest of the world.  They do 
not believe that anything they do can make the batterer stop and so, in the manner 
predicted by the learned helplessness model, they cease all attempts to change 
their situation (Makepeace, 1995, p.247). 
Domestic abuse, wife abuse, child abuse were hidden behind closed doors and was 
something no one talked about.  Powerful social factors created an atmosphere where 
society tolerated and perhaps encouraged violence against women (Walker, 1979).  Law 
enforcement and the court system did not want to deal with the problem.  They felt if they 
ignored it, it would go away.  This didn’t happen. 
 In 1973, the Federal Bureau of Investigation (FBI) stated that woman battering 
was three times as prevalent as rape.  In 1996, according to the FBI, a woman is abused 
by her partner every 15 seconds in the United States; more than one-third of female 
homicide victims are killed by their husbands or boyfriends.  According to the National 
Coalition Against Domestic Violence, abuse can take many forms—physical, emotional, 
verbal, and financial. 
This horrendous crime was not even thought of as a crime until the 1970s when 
the feminist movement began to bring domestic abuse out into the open.  Before that 
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time, wife abuse and child abuse was something not to be talked about or discussed. In 
Kathleen C. Berkeley’s book entitled The Women’s Liberation Movement in America, 
the definition of domestic violence is “An umbrella term used by feminists to include all 
forms of violence (physical and psychological) within the home.  
 When feminists first identified domestic violence as a problem, they focused on 
wife beating (also called battering), but over time, feminists recognized that violence in 
the home was not limited to wife beating.  Although women (as wives and girlfriends) 
still comprise the majority of domestic violence victims, experts and activists in this field 
now recognize that men, children, and the elderly are also at risk and that domestic 
violence is not limited to heterosexual couples.”  
The 1970 publication of Women and Their Bodies which later was revised to, Our 
Bodies, Ourselves written by a small, radical feminist collective from Boston is the first 
book published to center on such topics as sexuality, reproduction, abortion, and violence 
against women.  
Radical feminists also led the way in exposing the public to the existence of wife 
beating, with liberal feminists eventually joining forces to combat this social 
problem (other terms used to describe this type of abuse are battering and 
domestic violence).  Together, they succeeded in “transforming [wife beating] 
from a subject of private shame and misery to an object of public concern” that 
demanded the attention of local, state, and national agencies.  Until feminists 
brought this problem to light by exposing its prevalence across race, class, ethnic, 
and religious lines, most Americans assumed that wife abuse (one of the most 
underreported crimes according to the law enforcement community) rarely 
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occurred and when it did, it was limited to poor, working-class families. 
(Berkeley, 1999, p.69). 
 In the 1970’s feminist groups continued to lobby legislatures for funding of 
domestic abuse shelters and also lobbied state lawmakers for changes in the laws 
affecting domestic abuse such as easing the restrictions on obtaining restraining orders, 
filing charges, and increasing criminal penalties for committing domestic violence.  
Although many of the feminist groups that were founded in the 70’s have not survived 
into the 21st century, some of the organizations, such as the National Organization for 
Women (NOW) with roots in the feminist movement, have survived the last thirty years.  
The groups such as NOW have grown into organizations that have continued their 
leadership role in the struggle for reproductive freedom, the rights for women in 
education and the workplace, and violence against women.   
 In the 1990s, the United States has come a long way in acknowledging domestic 
abuse, child abuse, and elder abuse as a crime.  Many laws have been passed which make 
abusing a wife, partner, or a child a crime.  However, laws can only mandate, they can 
not force morality or change a culture overnight.   
 According to the National Coalition Against Domestic Violence, domestic abuse 
is a pattern of behavior used to establish power and control over another person through 
fear and intimidation, often including the threat or use of violence. It is not about love 
and it is not about making sure one does something right or wrong; it is about the power 
and control one person has over another person (See Appendix A for illustration of Power 
and Control Wheel).  This power and control results in a cycle of violence that is 
perpetrated over and over again.  The cycle expels any myth about “ constant or random 
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battering, there is a definite cycle which has been repeated over a period of time”  
(Makepeace, 1995, p. 249). 
 The cycle of violence begins with the violence; the abuse erupts and is perpetrated 
by the abuser (Makepeace, 1995, p 249).  The second stage is the honeymoon stage.  The 
abuser is always sorry for what they have done.  This stage is often called the hearts and 
flowers stage; the perpetrator will present the abuse victim with candy and flowers say 
they love them, and promise they will never do anything like that again.  They are 
adamant that it only happened because the abuser was forced to correct the victim for 
some alleged wrong (Makepeace, 1995, p. 249). 
The third or next stage is the tension stage (Makepeace, 1995, p. 249).  The victim 
can feel the tension and knows the violence will erupt again but not when.  The victim 
will do everything in their power to make sure the kids are quite, the house is clean, the 
meals are on time, and etc. The victim knows the violence will erupt, just not when it will 
happen.  The third stage reverts back to the initial stage or violent stage, something 
happens to set the abuser off.  It may be the victim fixed the wrong type of eggs for 
breakfast.  The violence takes place and once again the victim is victimized (See 
Appendix B for graph of Cycle of Violence). 
Domestic Abuse Shelters  
 A feminist group opened the first battered woman’s shelter in Phoenix, Arizona in 
1973 (Berkeley, 1999).  By the 1980’s, more than half the domestic abuse shelters in 
existence in the United States were being founded by volunteers, not members of feminist 
groups.  Victims of domestic abuse usually seek a domestic abuse shelter at two different 
stages in the cycle of violence.  Victims will seek shelter either at the tension building 
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stage when the tension becomes so thick that the victim and her children walk around 
literally on ‘tiptoes’ for fear of what will trigger the abuse, or at the end of the violent 
stage when the victims are bruised and battered.   
 Shelters are first and foremost a safe haven for victims who have 
experienced first hand the domestic violence that perpetrates our society.  The violence 
can take place amongst all members of the family.  It can be husband or partner against 
the wife or partner, husband or partner against the children, wife or partner against the 
husband or children, and it can even be the children against the mother and father.  
Whatever the violence or who it is aimed at, the domestic abuse shelter is often the only 
place the victim can be sure she and her children are safe.  The shelters are usually found 
on quiet city streets in residential neighborhoods.  Most shelters, but not all, will strive to 
keep their location a secret for the safety of their clients.  However, some shelters believe 
that having their location reveled to the public provides safety to their clients.  If the 
neighbors know about the shelter within their neighborhood, any disturbing behavior or 
strangers lurking about will send a signal to call the police. 
Each domestic abuse shelter or program within the State of Wisconsin operates a 
published crisis line.  When calls come in over the crisis line, volunteers answer and 
begin a discourse with the caller.  Depending on the needs of the caller, the volunteer will 
ask the following questions: 
1. Are you safe? 
2. Are you hurt? 
3. Do you need medical help? 
4. How can I help you? 
5. Do you need shelter? 
6. Are your children all right? 
7. Do you need transportation to the shelter? 
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8. I will meet you at a safe place; do you know of a safe place where I can 
meet you to provide transportation? 
 
These are just some of the questions that volunteers answering the crisis line will 
ask when a call comes in over the crisis line.  Sometimes victims will call just to talk and 
to get information; sometimes the calls come during the violence and the volunteers must 
react; sometimes the calls come to ask for shelter and arrangements to pick up the victim 
at a safe place are made.  No volunteer or member of the staff of a domestic abuse agency 
is to put himself or herself in “harm’s way” when the call for assistance comes in on the 
crisis line.  Arrangements to pick up and transfer victims to shelter are made over the 
telephone and the designated pick up site is always at a public facility. 
  Answering the crisis line and transporting victims of domestic abuse to shelter 
are just two of the jobs volunteers in domestic abuse agencies are asked to perform.  
Other roles that volunteers fill in domestic abuse agencies include:  
• Accompanying victims to court 
• Helping victims fill out paper work for temporary restraining orders 
• Assisting victims in finding child care 
• Assisting victims in enrolling their children in school 
• Transporting victims to doctor, hospital, dentist, etc. 
• Helping clean the shelter  
• Assisting staff in office work 
• Mowing grass and doing maintenance work 
• Helping raise funds for the shelter 
• Cataloguing and storing donations 
• Attending legislative events to bring awareness to the public of domestic abuse issues 
 
The role of the volunteer in domestic abuse agencies is vital.  Most agencies are 
funding through the writing of grants, fund-raising events, and the largess of individuals 
in the communities who send money or give to agencies such as the United Way.  The 
local United Way Agencies collect the donations and distribute the money they receive 
between the many local non-profit agencies.  Because of the limited funds available to 
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most non-profits, the volunteer role becomes even more indispensable.  The unpaid work 
they provide to the domestic abuse agency cannot be replaced.  Without the work 
provided by the thousands of volunteers throughout the United States, many domestic 
abuse agencies would not be able to provide services to people who live in fear.  
  Volunteers range in age from 18 to senior citizens, and include both men 
women.  Each volunteer brings something unique to the agency and recruitment is 
sometimes difficult because of the stress of the situation.  However, a small ad placed in 
the newspaper or on the radio announcing the need for volunteers often brings a flurry of 
activity for the volunteer coordinator.  Because of confidentiality and the need to keep 
people safe, the volunteer coordinator will do a screening process and accept the ones 
who pass the stringent criteria.  Although the volunteer must go through a screening 
process, they understand the necessity for the procedure and continue to offer their 
services.   
Throughout the history of the United States there has been both volunteers and 
domestic abuse.  Fortunately for domestic abuse agencies, volunteers continue to answer 
the call—unfortunately the reason why volunteers are needed also continues. 
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CHAPTER III 
RESEARCH METHODS 
 
INTRODUCTION 
 
PROBLEM STATEMENT 
 
 The purpose of this study is to determine the effect of training sessions on 
domestic abuse volunteer workers’ job performance and satisfaction.  Domestic Abuse 
volunteer workers in River Falls, Eau Claire, Chippewa Falls, and Menomonie located in 
West Central Wisconsin will be surveyed. 
RESEARCH OBJECTIVES 
Objectives for this study are: 
 
1. To determine if all domestic abuse agencies in West Central Wisconsin have 
             training sessions for their volunteers. 
 
2.  To determine what is the average length of time spent on volunteer training. 
3.       To determine if volunteers think that the current training they receive affects their    
             job performance and satisfaction. 
 
4.        To determine if volunteers think additional training would increase job    
             performance and satisfaction. 
 
5.        To determine if volunteers would be willing to spend more time on training. 
6.        To determine if volunteers think training is necessary to perform their volunteer    
             work. 
 
7.        To determine if volunteers think training is a factor in their decision to stay in  
             volunteering. 
 
8.        Do volunteers leave a program because of lack of training? 
9.        Is training a deciding factor in volunteer’s willingness to stay and work with a  
             program? 
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10.        Would recruiting of volunteers be easier if current volunteers felt they were  
             making a difference because they are able to help a victim in crisis? 
 
11.        Is additional training needed for volunteers to feel comfortable and eager to keep  
             helping? 
 
RESEARCH DESIGN 
The design used in this study is descriptive.  Two survey questionnaires will be 
used for this study.  One survey will be for the volunteer coordinators from the four 
domestic abuse agencies in West Central Wisconsin.  The other survey will be for the 
volunteers currently working in each program.  The volunteer coordinator will be 
instrumental in handing out the survey to volunteers in their agency; the unpaid 
volunteers who work with victims of domestic abuse will fill out the survey. 
The types of data collected will be answers to questions asked of the volunteers in 
a questionnaire survey.  The survey will contain questions pertaining to the training they 
received from the various agencies, and if training has an effect on their retention and job 
satisfaction.  The survey will contain questions that will justify the need for more or less 
training, and help determine the amount of training needed to help retain volunteers.  
The data collected in this survey will be from two sources--the volunteer 
coordinators and unpaid volunteers who work with victims of domestic abuse.  One 
source will be a face-to-face interview with the volunteer coordinator at each domestic 
abuse agency.  The data collected here will relate to questions such as: 
1. Do you have volunteers currently working in your program? 
2. If so, how many? 
3. Do you train your volunteers?   
4. How much training do you give your volunteers? 
 
17 
The second type of data collected will be from a survey type instrument with a 
Likert scale.  This data will be collected from the unpaid volunteers in each domestic 
abuse agency who work with victims of domestic abuse.  This survey will collect 
research data on such questions as: 
1. Did you receive training before volunteering? 
2. How much training did you receive? 
3. Do you think additional training was necessary? 
4. Do you think you received adequate training for the job? 
5. Was training a factor in your decision to stay with the agency? 
 
These questions will help determine if domestic abuse agencies should have a 
predetermine number of hours for training unpaid volunteers.  The results will help 
domestic abuse agencies in West Central Wisconsin answer how unpaid volunteers think 
about training as a factor in their decision to remain with the Agency or not.  It will also 
help to determine if agencies are spending too much or too little time and money in the 
training of volunteers. 
The study was conducted with two different populations; one population consisted 
of the paid volunteer coordinators for each agency in West Central Wisconsin, the other 
population consisted of the unpaid volunteers currently working in each of the four 
agencies. Each county in West Central Wisconsin currently has a domestic abuse agency, 
and the counties surveyed include the following: 
1.  Chippewa 
2.   Dunn        
3.   Eau Claire 
4.   Pierce    
 
 
At each county agency, the researcher will contact the volunteer coordinator and 
request an interview.  At the interview, the researcher will conduct a face-to-face 
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interview with the coordinator.   The research study is being conducted on volunteers, 
who work with clients.  The researcher will discuss the need for the survey instrument to 
be handed out only to unpaid volunteers who work with victims.  In addition, the 
researcher will survey the coordinators and ask for their cooperation with the survey 
being conducted with the volunteers.  The volunteer coordinators will distribute the 
surveys. After taking the survey, the volunteers will place the anonymous survey in a 
sealed envelope they will give to the volunteer coordinator.  Volunteer coordinators will 
then return them to the appropriate source.  Once the survey is completed, the researcher 
will share with the volunteer coordinators the results of the study and how the findings 
can benefit each agency.  
POPULATION AND SAMPLE 
POPULATION 
The population of the research is volunteers of domestic abuse agencies who work 
with victims of domestic abuse in the four counties in West Central Wisconsin:  
Chippewa, Dunn, Eau Claire, and Pierce.  These volunteers are being surveyed because 
of the need for domestic abuse agencies to spend their limited resources in a fiscally 
responsible manner.  The survey will be conducted on the issue of training volunteers, 
and if training is being done in a way to retain the volunteers and keep them working 
within the programs.  
Domestic abuse volunteers will be surveyed beginning on August 1, 2002 and 
will be completed by August 15, 2002.  The survey will be conducted at domestic abuse 
agencies located in the four counties of Chippewa, Dunn, Eau Claire, and Pierce located 
in West Central Wisconsin.  The counties listed are located in West Central  
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Wisconsin with St. Croix and Pierce being located the furthest county to the West and 
Eau Claire County being the furthest county to the East.  The list and size of each 
domestic abuse agency within this five countywide area was obtained from the Wisconsin 
Coalition Against Domestic Violence located in Madison, Wisconsin.   The 
characteristics of the population being surveyed include the following: ages ranging from 
18 to senior citizens from various backgrounds including college students, homemakers, 
professional and paraprofessional careers, and other groups such as retired people.  
Volunteers include men and women and every volunteer will work with victims of 
domestic abuse. 
SAMPLE  
The decision to sample was based on the number of counties located in Wisconsin 
and the time constraint of traveling to each county.  A stratified sample type was used 
because the sample of domestic abuse agencies to be surveyed was picked because of 
their location within Wisconsin.   The five counties to be surveyed are a representative 
size of all agencies located throughout the state of Wisconsin.  The sample size was 
picked when the size of the state of Wisconsin and time constraints became a factor in the 
process of interviewing volunteer coordinators.   The sample characteristics of volunteers 
to be surveyed are the same as those of the population.  The volunteer’s range in ages 
from 18 to senior citizens from all walks of life including being college students, 
homemakers, professionals, paraprofessionals, and other groups such as retired people. 
INSTRUMENTATION 
The data was collected from both volunteer coordinators and unpaid volunteers 
from domestic abuse agencies within West Central Wisconsin.  The data collected was 
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from a survey handed out by volunteer coordinators to unpaid volunteers of each 
domestic abuse agency being surveyed.  The data collected was from volunteers filling 
out the survey, and rating the training they received from the program they are 
volunteering for.   Each volunteer coordinator at the domestic abuse agency agreed to 
hand out the survey to their volunteers, collect the survey when done, and mail back the 
survey.  This process of data collection was to get each domestic abuse volunteer 
coordinator involved in the study and to take ownership of it.  The instrument used to 
collect the data was a survey instrument using a Likert Scale. Each volunteer would rate 
the amount of time spent in training and if training had an effect on their volunteer 
experience.  
Each volunteer coordinator approved the validity and reliability of the survey 
instrument before the survey instrument was handed out to their volunteers.  If the 
volunteer coordinator thought the survey was inappropriate or there was no justification 
for the survey, the program was excluded from the data collection and did not receive the 
results of the survey conducted.  However, most domestic abuse agencies took part in the 
survey because of their need for volunteers and their need to know if training is a factor 
in the retention of volunteers.  Each agency had the opportunity to see the results of the 
survey and to evaluate the results for their individual program.  The results will save each 
domestic abuse agency time and money if training is determined to have a factor in the 
retention of volunteers.  Limitations on my study may include the differences in criteria 
used by each county domestic abuse agency.  Various agencies may use a specific 
method of recruitment and training that other agencies may not use.  Certain agencies 
may keep different types of records to log volunteer time and define volunteers in a 
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distinct manner.  Some agencies may already use a specific method to train volunteers, 
which has an effect on the retention of volunteers. 
RESEARCH SCHEDULE 
 The research for my study will begin in August of 2002, and be completed by 
August of 2002.  The survey will be developed during the first two weeks of July and the 
face-to-face interviews will be conducted from August 1, 2002 to August 15, 2002.  The 
volunteer surveys will be handed out and returned to the researcher by August 15, 2002 
for evaluation and results. 
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CHAPTER IV 
FINDINGS 
 
 
When visiting the four shelters in Chippewa Falls, Eau Claire, Menomonie, and  
River Falls, the researcher found the Volunteer Coordinator for each program was very 
welcoming and eager to assist in the research project.  Once the survey was discussed and 
each Volunteer Coordinator agreed to participate in the voluntary research project, the 
individual coordinator was asked to fill out a survey pertaining to their own program.   In 
response to the survey, it was found that each domestic abuse agency surveyed did have 
volunteers, and their individual numbers ranged from a low of 10 to a high of 30.  In 
addition, each agency varied in the number of hours of training received by the 
volunteers.   
 The River Falls Volunteer Coordinator reported having 10 volunteers doing 
domestic abuse and sexual assault advocacy.  Volunteers at River Falls received 
approximately 0-8 hours before working with clients.  In addition, volunteers are offered 
additional training on a quarterly basis through in-service programs.   
 Eau Claire also reported giving approximately 0-8 hours training before 
volunteers were allowed to work with victims of domestic abuse and sexual assault.  
However, the Eau Claire agency reported training was incorporated into two hours of 
orientation and two hours per track.  By per track, the coordinator explained that some 
volunteers wished to work only with domestic abuse clients, while others preferred 
working with the children of abuse.  Depending on the program a volunteer wished to 
work with, training would be given for that track.  The number of volunteers currently 
working with the Eau Claire domestic abuse agency was 30. 
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 Menomonie also provided volunteers with training.  It was discovered that 
Menomonie offered the most hours of training to their volunteers at approximately 26 to 
50 hours.  Each volunteer must receive this amount of training on the issues of domestic 
abuse and sexual assault before they were allowed to work with clients.  The Volunteer 
Coordinator at the Menomonie site listed 20 individuals currently working with the 
program. 
 At River Falls, the Volunteer Coordinator supplied the following information.  
Each volunteer is required to do at least 0-8 hours of training before working with victims 
of domestic abuse.  In addition, River Falls provides this training through a one-on-one 
mentoring program with individual staff members, and through in-service programs.  The 
number of volunteers currently working with the River Falls agency is 20.  
River Falls proved to be unique in one aspect of their volunteer program.  This 
agency offers a volunteer program for pets.  Many times a victim of domestic abuse will 
not leave an abusive relationship because they will not leave a beloved pet behind.  Most 
shelters throughout Wisconsin will not allow pets to come into shelter, which creates a 
problem for the abuse victim.  River Falls has solved this problem by having volunteers 
take these beloved pets into their private homes.   
 Because volunteers perform so many different functions at each agency, which 
can include answering the crisis line to volunteering their private homes for beloved pets, 
the need to provide training becomes even more important.  Not only must the volunteer 
decide to want to help the victims of abuse, but they must also decide if the number of 
hours involved in the training is worth the commitment.  Once trained, it is difficult for 
the domestic abuse agency to lose that volunteer.  The time, effort, and money spent in 
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the training of volunteers are important to each agency.  Because of the time, effort, and 
money spent on training volunteers, the Volunteer Coordinators each expressed an 
interest in finding out the results of this research study.  The Volunteer Coordinator’s 
were very interested in comparing their agency with the other agencies in the region to 
see how they could improve their own training program. 
 This research study on training programs within four domestic abuse agencies in 
the West Central region of Wisconsin resulted in an 18.7% response rate from the total 
number of volunteers surveyed.  The voluntary survey was sent out to individuals 
currently serving within each agency.  From the information gathered (see Appendix C), 
most volunteers received approximately 7-10 hours of training.  The different methods of 
training used at each agency included: reading materials on confidentiality issues, 
counseling, policies, sexual assault, and domestic abuse; videos; simulations; booklets; 
role playing; protocols; and hands-on with a mentor.       
 When asked if they would benefit from more training, an overwhelmingly number 
of volunteers said yes.  When asked how much additional training each would like, the 
majority stated an additional 0-3 hours.  However, there were six respondents who 
answered this question by a narrative answer (see Appendix D for these replies). 
 As for training being a factor in the volunteers ability to perform the duties 
assigned to them, most felt that training was a factor and 100% of the volunteers felt they 
had received training that was appropriate to their learning style.  When asked if training 
was a factor in their decision to stay an active volunteer, the ratio was 2 to 1.  Ten out of 
15 volunteers felt that training was a factor in their staying on as an active volunteer for 
the agency.   
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 When respondents were asked what kind of additional training they would like to 
have, a majority answered they would like on-going training on how to answer questions 
and give advice to clients.  This seemed to be a major concern of most of the respondents.  
Although most had already received some training on this issue, a majority felt they 
needed more help in this area, and would like it to be on going.   
 Overall, the results of the survey were very favorable.  When asked if the 
respondents were satisfied with the training provided most said they were.  On the job 
satisfaction issue it was more divided.  Although the majority still said they were happy 
with the training, there were more people on the high and low ends.  Not all people were 
satisfied with their job performance.  With the issue of satisfaction with their volunteer 
experience, again a majority stated they were either satisfied or very satisfied.  On the 
issue of the relationship with co-workers and it being a positive one, again most 
responded in the affirmative, however there were also more people on the high and low 
ends of this question.   
 The results of this research study on training issues within domestic abuse 
agencies were very clear.  For most respondents, training is an issue on how they feel 
about their performance and job satisfaction.  In an overwhelmingly 2 to 1 response, 
volunteers think that training is a factor in their staying on as an active participant in the 
domestic abuse agency where they work.   
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CHAPTER V 
SUMMARY  
 
SUMMARY 
 
 Unfortunately, domestic abuse is still alive and well in today’s society.  Our 
nation has come a long way in understanding this crime, but it still has a long way to go 
until we are finally free of this blight on our society.  In the meantime, society still has a 
need for domestic abuse agencies and for the unpaid volunteer that help provide services 
to these programs.  In our fast paced world where so much of our time is all ready 
committed, volunteers are often hard to find and sometimes harder to retain.  
Volunteering in a domestic abuse agency takes commitment and time.  Time to become 
trained, time to be available--sometimes at all hours of the night--and time to understand 
it might take years for a victim to finally leave an abuser.  Because it does take time for 
individuals to become trained on this highly volatile issue, the need for domestic abuse 
agencies to retain their highly qualified volunteers is imperative.  Unpaid volunteers are 
often a key factor in domestic abuse agencies being able to stay open and provide the 
services so desperately needed by the victims. 
 To determine if training is a factor in the job satisfaction and retention of 
volunteers, the researcher interviewed four Volunteer Coordinators and gathered statistics 
and answers to a survey that was distributed at the four domestic abuse shelters in 
Chippewa, Dunn, Eau Claire, and Pierce Counties in West Central Wisconsin. 
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 FINDINGS 
 In an overwhelmingly 2 to 1 response, volunteers think training is an issue in their 
retention and job satisfaction performance.  Although the standard deviation was over 1.1 
on the question pertaining to job satisfaction, 11 of 15 volunteers still responded with an 
affirmative answer to being satisfied with their job performance.  However, the findings 
of the entire survey indicate that volunteers are concerned with training issues.  Most 
found the training they have received to be satisfactory, but expressed a wish for more 
education especially on counseling and advise issues.   
   Although training has been found to be an issue with most volunteers, most 
domestic abuse agencies understand the problem of volunteer turnover is something they 
can not completely resolve.  Issues such as work, home, family, and burnout will still 
affect the rate of turnover of volunteers in domestic abuse agencies.  However, when 
training is an issue for job satisfaction and retention, that can be addressed.   
RECOMMENDATIONS FOR FURTHER STUDY 
 Perhaps no other individual has as much impact on the daily workings of a 
domestic abuse agency as the volunteer.  These individuals assist the agency in ways to 
numerous to mention from answering the crisis line to transporting victims of domestic 
abuse to shelter.  For many agencies, the hours put in by the unpaid volunteers often 
means the difference between being able to provide services to those who need them the 
most, or not having enough staff to do the work. 
 Because people who have never experienced this crime so often misunderstand 
domestic abuse, the need to train volunteers in the many facets of abuse is imperative.  
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Before a volunteer can answer the crisis line on what might be a life or death situation, 
they must be trained how to respond when someone on the other end of the line is saying, 
“Help, he is going to kill me.”  As in most occupations where one is faced with life 
threatening situations, training might be the difference between success and failure.  
Training on domestic abuse issues and on how to keep oneself safe along with that of the 
victim is imperative.   
 For these reasons, the researcher is recommending that each domestic abuse 
agency reevaluate their training methods and the amount of hours they spend on training 
every two years.  A survey conducted every two years will give each agency the answers 
as to how their volunteers feel about the training they are receiving.  From these answers, 
each individual agency can revise their training methods based on the individual centers 
needs. 
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Table 1      
Question #1—Are you a volunteer for an adult domestic abuse program? 
 
RESPONSES 
YES 13 
NO 2 
 
 
Table 2 
 
Question #2—Did you receive training before you began volunteering for the 
domestic abuse program? 
 
RESPONSES 
YES 14 
 
NO 1 
 
 
Table 3 
 
Question #3—Approximately how much training did you receive? 
 
 
RESPONSES 
0-3 Hours 5 
4-6 Hours 3 
7-10 Hours 6 
11-15 Hours 0 
More 1 
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Table 4 
 
Question #4—Do you think you would benefit from additional training? 
 
 
RESPONSES 
YES 13 
NO 2 
 
 
Table 5 
 
Questions #5—If you answered yes to number 4, how much additional training 
would you like? 
 
RESPONSES 
0-3 Hours 6 
4-6 Hours 1 
7-10 Hours 1 
11-15 Hours 0 
More 1 
 
Six of the respondents responded by a narrative answer on question #5--see 
Appendix D for their reply. 
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Table 6 
 
Question #6—Is training a factor in your ability to perform the duties assigned to 
you as a volunteer? 
 
RESPONSES 
YES 13 
NO 2 
 
 
Table 7 
 
Question #7—Is the way you were trained appropriate for your learning style? 
 
RESPONSES 
YES 14 
NO 0 
 
 
Table 8 
 
Question #8—Is training a factor for you to stay as an active volunteer? 
 
RESPONSES 
YES 10 
NO 5 
 
 
Question #9 was a narrative question.  See Appendix D for answers given to 
question 9 by the respondents. 
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Table 10 
 
Question #10—respondents were asked to respond to the following statements based 
on their volunteer experiences.  There were no right or wrong answers.  They were 
asked to use their feelings and perceptions to determine their responses.  They 
responded using the following criteria and by circling their answers. 
 
1 = SD – Strongly Disagree   4 = A – Agree 
2 = D – Disagree    5 = SA – Strongly Agree 
3 = U - Undecided 
 
 
 
 
 
 
 
 
        RESPONSES 
       _________________________________ 
  STATEMENTS   SD    D    U    A    SA 
a.  I am satisfied with the training provided…..     1       1              9        4 
 
b.  I am satisfied with my job performance……     1         1       2       6        5 
 
c.  I am satisfied with my volunteer experience.     1             2       6        6 
 
d. My relationship with my co-workers has  
Been a positive one ………………………….     1        1       4        9 
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NARRATIVES ANSWERS TO QUESTION #5 
 
 
Narrative answers to question #5—“If you answered yes to number 4, how much 
additional training would you like?” 
 
#1 Respondent answered, “Not sure—maybe ongoing in relation to the job one is doing  
     or regularly scheduled in services for the volunteers. 
 
#3 Respondent answered No to question #4 so didn’t fill in a reply. 
 
#6 Respondent answered No to question $4 so didn’t fill in a reply. 
 
#9 Respondent answered, “Periodic up-dates.” 
 
#10 Respondent answered, “As necessary if techniques change, than additional training.” 
 
#13 Respondent answered, “We meet quarterly for training, and we are also made aware  
       of staff/policy changes as they happen.” 
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NARRATIVE ANSWERS TO QUESTION #9 
 
Narrative answers to question #9—“What type of training would you like to see added 
that would make your volunteer experience more meaningful to you?  Please write your 
responses in the area below.  If you need more room, please use the back of this paper. 
 
#1. Regular training on different topics related to one’s duties and abuse and domestic 
violence.  I’m not sure what else.  Maybe meeting with other volunteers and staff 
to talk and share ideas.  It would also be helpful to have staff talk about their 
specialties to us.  Staff is very supportive and ready to answer questions and help 
as needed.  I think that’s great. 
 
#2. More hands-on training. 
 
#3. Limitations for volunteers (answering doors, phone), role-play when dealing with 
kids who have listening problems, one-on-one situations. 
 
#4, Job shadowing as perhaps more of a requirement, as part of training because some 
time that is the best way for a person to learn. 
 
#5. Tell us the roles and what to do about in-house clients. 
 
#6. No comment 
 
#7. Maybe a survivor of domestic abuse could tell about what really helped her. 
 
#8. See a replay or reenactment of a crisis call. 
 
#9. The FSC does a great job of training. 
 
#10. Hearing how volunteers handled a situation.  Each client has a different situation.  
Every 4 months have a meeting to discuss situations that have occurred.  Get 
different viewpoints. 
 
#11. Ongoing updates and changes. 
 
#12. More training on how to respond to persons asking for advise on their fears, 
problems, etc. 
 
#13. I feel I am free to make suggestions if a particular need arises and that the 
organization will act upon the need. 
 
#14. It would be nice to be given an activity assigned to me.  Possible the chance to be 
creative for Turningpoint. 
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#15. Maybe how to handle certain things that the children may say to you.  I know 
there are confidentiality issues, but it would help, as a volunteer to know a little about 
their background so you are not caught off guard, but I realize this may not be possible.  
People may not want to come back because they don’t know how to handle these 
situations or don’t feel confident in them.  Still, all the training may not help in a real life 
situation. 
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August 1, 2002 
 
 
 
 
Volunteer Coordinator 
Domestic Abuse and Sexual Assault Program 
 
Dear Volunteer Coordinator 
 
The need to retain highly trained volunteers in a domestic abuse and sexual assault 
program is very important to every agency working within this field.  Because of the need 
to retain these highly qualified individuals as volunteers, I have designed a survey that I 
hope will answer the question, “Does training have an effect on the retention of domestic 
abuse volunteers and on the volunteer worker’s job performance and job satisfaction?”  
To answer this question, I have designed a survey for you, as a volunteer coordinator, and 
for the volunteers currently serving in your program.   
 
The four-question survey for you, as volunteer coordinator, will only take approximately 
five minutes to complete.  The survey for your volunteers would take approximately 10 
to 15 minutes to complete.  Once the survey is completed and tabulated, I will be more 
than happy to share the results with you and your program.     
 
If you have any questions, please contact me at work at (715) 232-5024 or at home at 
(715) 232-8997.  I want to thank you for your cooperation in this endeavor. 
 
Sincerely 
 
 
 
Sharon Sabatke 
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SURVEY QUESTIONS FOR  
VOLUNTEER COORDINATOR 
 
 
  
1. Do you have volunteers working for your program? 
(comments) 
 
 
 
 
  
2. Do you provide training for your volunteers? 
(comments) 
 
 
 
 
  
N S
 
3.   How many hours training do your volunteers receive? 
      (comments) 
 
 
 
 
0-8 9-15 16-25
 
4.  How many volunteers do you have currently working for your program? 
(comments) 
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August 1, 2002 
 
 
 
 
Volunteer  
Domestic Abuse and Sexual Assault Program 
 
Dear Volunteer  
 
The need to retain highly trained volunteers in a domestic abuse and sexual assault 
program is very important to every agency within this field.  Because of the need to retain 
highly qualified individuals such as yourself as a volunteer, I have designed a survey that 
I hope will answer the question, “Does training have an effect on the retention of 
domestic abuse volunteers and on the volunteer worker’s job performance and job 
satisfaction?”  To answer this question, I have designed a survey for you, as a volunteer 
currently serving in a domestic abuse and sexual assault program.   
 
The survey would take approximately 10 to 15 minutes to complete.  Once the survey is 
completed and tabulated, I would be more than happy to share the results with your 
program.  If you have any questions, please contact me at work at (715) 232-5024 or at 
home at (715) 232-8997.  I want to thank you for your cooperation and for helping me in 
the completion of my thesis. 
 
Sincerely 
 
 
 
Sharon Sabatke 
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SURVEY QUESTIONS FOR  
VOLUNTEERS 
 
PLEASE COMPLETE THIS SURVEY TO HELP YOUR ORGANIZATION 
BETTER UNDERSTAND YOUR TRAINING NEEDS 
 
 
Questions      
1. Are you a volunteer for a adult domestic abuse  
      program? 
      (comments) 
 
 
 
  Yes  No    
2. Did you receive training before you began  
      volunteering for the domestic abuse program? 
      (comments) 
 
 
 
  Yes  No    
3. Approximately how much training did you 
receive? 
(comments) 
 
 
 
0-3 
hours 
 
4-6 
hours 
7-10 
hours 
11-15 
hours 
More 
4. Do you think you would benefit from additional  
      training? 
 
  Yes 
 
  No 
 
   
 
 
What type of taining did you receive before working as a volunteer 
(comments) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Please continue on the next page 
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5. If you answered yes to number 4, how much  
      additional training would you like? 
      (comments) 
0-3 
hours 
4-6 
hours
 
7-10 
hours 
 
11-15 
hours 
 
More 
 
 
 
 
 
 
 
6. Is training a factor in your ability to perform the 
duties assigned to you as a volunteer? 
(comments) 
 
 
 
 Yes  No   
7. Is the way you were trained appropriate for your 
learning style? 
(comments) 
 
 
 
 Yes  No   
8. Is training a factor for you to stay as an active  
      volunteer? 
      (comments) 
 
 
 
 Yes  No   
 
 
9. What type of training would you like to see added that would make your 
volunteer experience more meaningful to you?  Please write your responses in 
the area below.  If you need more room, please use the back of this paper. 
 
 
 
 
 
 
 
 
 
Please continue on to next page 
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10.   DIRECTIONS:  Respond to the following statements based on your volunteer     
        experiences.  There are no right or wrong answers.  Use your feelings and  
        perceptions to determine your responses.  Use the following responses: 
 
 1 = SD - Strongly Disagree  4 = A - Agree 
 2 = D - Disagree    5 = SA - Strongly Agree 
 3 = U – Undecided 
 
 CIRCLE YOUR RESPONSES 
 
 
 
 
 
 
 
a
 
b
 
c
 
d
 
 
 
P
d
 
  
                               Responses                              
       SD   D U A SA 
   STATEMENTS                      1 2 3   4  5.   I am satisfied with the training provided . . . .       1      2      3      4       5 
.   I am satisfied with my job performance . . . .        1      2      3      4       5 
.   I am satisfied with my volunteer experience.         1      2      3      4       5 
. My relationship with my co-workers 
has been a positive one. . . . . . . . . . . . . . . . . .       1      2      3      4       5 
lease return to your Volunteer Coordinator in the envelope provided within five 
ays of receiving the survey. Thank you for your time in filling out this survey. 
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CONFIDENTIALITY FORM 
 
 I understand that by returning the/this questionnaire, I am giving my informed 
consent as a participating volunteer in this study.  I understand the basic nature of the 
study and agree that any potential risks are exceedingly small.  I also understand the 
potential benefits that might be realized from the successful completion of this study.  I 
am aware that the information is being sought in a specific manner so that no identifiers 
are needed and so that confidentiality is guaranteed.  I realize that I have the right to 
refuse to participate and that my right to withdraw from participation at any time during 
the study will be respected with no coercion or prejudice.   
 
 NOTE:   Questions or concerns about participation in the research or subsequent 
complaints should be addressed first to the researcher or research advisor and second to 
Dr. Ted Knous, Chair, UW-Stout Institutional Review Board for the Protection of Human 
subjects in Research, 11 HH, UW-Stout, Menomonie, WI 54751.  Telephone  (715)  
232-1126. 
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